IN THE CLAIMS 

1. (Currently Amended) An apparatus A method of addressing problems 
associated with cu stomer orders, comprising: 
one or more processors; and 

a memory coupled to the processors comprising instructions executable by the 
processors, the processors operable when executing the instructions to: 

monitor a workflow process to detect one or more exceptions that disrupt 
completion of one or more purchasing transactions between transactional parties; 

determine whether the detected exceptions correspond to a first type, a second 
type or a third type according to characteristics of the detected exceptions; 

when the detected exceptions correspond to the first type, automatically resolve 
the disruption without communicating with the transactional parties; 

when the detected exceptions correspond to the second type, cause an outbound 
communication to be sent to a purchasing one of the transactional parties proactively and 
independently of whether the purchasing transactional party has reported the disruption, 
the outbound communication indicating a plurality of selectable proposed solutions to the 
detected exceptions; and 

when the detected exceptions correspond to the third type, establish a real time 
collaboration session between the transactional parties proactively and independently of 
whether the transactional parties have reported the disruption- 
receiving an order for delivery of a product placed by a customer; 

initiating a workflow pro eess-te-handl e deli v ery e f- product of the order to the 
customer -f 

monitoring t he workflow process to detect any problems relat ed to the de livery of 

notifying a human call center agent when a problem related to delivery of the 
product to the customer occurs during t h e processing o f the order; and 

b efore resolving the prob lem, pr^a^tively-estabhs Mng a telephonic interaction 
between said human call center - agent and the cu sto mer when the problem occurs to 
resolve the problem based at least in part on input of the customer. 
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2. (Currently Amended) The apparatus of claim 1 wherein the processors 
are further operable to: 

access a database to determine an authorization level associated with the disrupted 
purchasing transactions when the detected exceptions correspond to the second type; 

identify a queue used by representatives of a call center, the queue listing entries 
for other exceptions to be resolved by the call center; and 

compare the determined authorization level to the entries in the queue to 
determine a relative position in the queue for inserting a new entry that includes 
instructions for performing the outbound communication, background information 
corresponding to the disrupted purchasing transactions and contact information for the 
purchasing transactional party The method of Claim 1 further comprising automatically 
feeing t h e pro b lem and i nf o rming the customer of the problem and the solution before 
being contacted by the customer . 

3. (Currently Amended) The apparatus of claim 1 wherein the processors 
are further operable to cause a software agent to send the outbound communication 
proactively and independently of whether the purchasing transactional party has reported 
the disruption The meth od of Claim 1 further comprisi ng^e searching the problem, 
explaining the proble m to the customer, and proposing a solution to the customer before 
being contacted by t he customer. 

4. (Currently Amended) The apparatus of claim 1 wherein the processors 
are further operable to: 

format a list of call center representatives identified in a Lightweight Directory 
Access Protocol (TDAP) directory; 

rank the formatted list according to an analysis of the detected exceptions; and 
select a target one of the call center representatives to initiate the outbound 
communication, the selection occurring according to both the ranking and different 
availability status indications for the call center representatives The meth od of Cla im-4- 
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further comprising establishing -a coll aboration session between r epr e s e nt at i v e s of th e 
ettstemer-a- nd the seller to resolve the problem . 



5. (Currently Amended) The apparatus of claim 1 wherein the processors are 
further operable to select a medium to be used for transfer of the outbound 
communication according to characteristics of the disrupted purchasing transaction The 
methed- ef Claim 1, wherein the order is placed on line . 

6. (Currently Amended) The apparatus of claim 1 wherein the processors 
are further operable to send one or more signals to an endpoint associated with a selected 
call center representative, the signals causing establishment of an interactive 
communication session between the selected call center representative responsive to 
activation of a single button associated with the selected call center representative T-he 
method ef-€4 aim 1 , wherein the order is placed via a B2B exchange or B2B enterprise 
resource plann ing. 

7. (Cancelled) 

8. (Cancelled) 

9. (Cancelled) 

10. (Currently Amended) A p ro active call center system comprising: 
means for detecting one or more exceptions that disrupt completion of one or 

more purchasing transactions between transactional parties; 

means for automatically determining whether resolution of the detected 
exceptions requires a query response from one or both the transactional parties; 

means for triggering establishment of a communication session with one or both 
of the parties when the resolution requires the query response, the communication session 
initiated remotely with respect to one or more endpoints corresponding to a purchasing 
one of the transactional parties and initiated proactively and independently of whether the 
purchasing transactional party has reported the disruption; and 
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means for resolving the detected exceptions according to the query response 
received over the communication session- 
means for receiving an order for delivery of a product placed by a customer; 
means for initiating a workflow pre eess-te-ha ndle delivery of the product - of the 

means for monitoring t he w ork flow process to detect any problems related to the 
deliver y of th e-efde^ 

means for notifying a human call center agent when a problem related to the 
deM¥ef y of the product to the customer occurs during the processing of the order; and 

means for proactively establishing a telephonic -interaction bet ween said huma n 
call center agent and the customer before resolving the p reblem w hen the problem oe eurs 
to resolve the problem based at least in part on input of the customer. 

11. (Currently Amended) The proactive call center system of Claim 10 
further comprising; 

means for providing product configuration web pages, the web pages presenting 
different selectable conditions relating to product ordering and including at least a price 
selection, a feature selection and a ship date selection; 

means for identifying a combination of selected conditions originating from the 
endpoints that correspond to the purchasing transactional party and specifying a proposed 
product that is unavailable for final transaction at a time that the combination is 
identified; 

means for regularly and continuously comparing the identified combination that 
represents the proposed product to a database indicating available inventory; and 

means for initiating the purchasing transactions remotely with respect to the 
endpoints associated with the purchasing transactional party- 
means for au to matically fixing the problem-and infeming the customer of the problem 
and the solution before being contacted by the custome r 
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12. (Currently Amended) The prea e t r ve-call center- of Claim 1 0 further 
comprising means for sending a computer generated voice message to the purchasing 
transactional party to elicit the query response re searching the problem, explain ing-the 
probl em to the customer, and proposing a solution to the -eustom e r bef ore being contacted 
by the customer . 

13. (Currently Amended) The proactive call center of Claim 10 further 
comprising means for automatically resolving the detected exceptions without triggering 
the communication session when the detected exceptions do not require the query 
response e s tablishing a e ellaboration session between representatives o f the custom e r a n d 
t h e s e ll e r to res ol v e th e pro blem . 

14. (Currently Amended) The proactive call center system of Claim 10, 
wherein the purchasing transactions are initiated using one or more web pages erderis 
placed -eft-fate. 

1 5 . (Currently Amended) The proactive call center system of Claim 10, 
wherein the system is coupled to a Business to Business (B2B) exchange order is placed 
via a B2B exchange or B2B e nterpri s e res ource planning . 

16. (Currently Amended) A method computer readable medium having 
stored thereon instructions for addressing problems associated with customer orders, 
comprising: 

detecting one or more exceptions that disrupt completion of one or more 
purchasing transactions between transactional parties; 

determining whether the detected exceptions correspond to a first type, a second 
different type or a third different type; 

when the detected exceptions correspond to the first type, automatically resolving 
the disruption without querying the transactional parties; 
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when the detected exceptions correspond to the second type, causinR an outbound 
querying communication to be sent to a purchasing one of the transactional parties 
proactively and independently of whether the purchasing transactional party has reported 
the disruption, the outbound querying communication indicating a plurality of selectable 
proposed solutions to the detected exceptions; and 

when the detected exceptions correspond to the third type, establishing a real time 
collaboration session between the transactional parties proactively and independently of 
whether the transactional parties have reported the disruption- 
receiving an order for d e livery o f a product p laced by-a-etts tomer; 
initiating- a workflow process to handle delivery of the product of the order; 
monitoring the workflow process to detect any problems related to th e-4e livery of 
the order; 

notifying a human call center agent wh e n a problem related to delivery of the 
product to the customer occurs during the processing of the order; an d 

before resolving the problem, proactively establishing a telepho n ic interaction 
between said human call center agent and the cust e mer when the problem occurs to 
resolve the problem based at least in part on input of the customer, 

17. (Currently Amended) The method computer - readable medium of Claim 
1 6 wherein the outbound querying communication is sent manually fat her comprising 
aut omatically fixing the problem and informing the customer of the problem and the 
solution before being contacted by the cus tomer. 

1 8. (Currently Amended) The method computer readable med ium- of Claim 
1 6 furthe r wherein the outbound querying communication is sent automatically without 
involving a call center representative comprising researching the problem, expl aining th e 
proble m to the customer, and proposing a solution to the cu stomer before - being ce ataeted 
by the customer . 
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19. (Currently Amended) The method co mputer - readable medium of Claim 
16 further comprising initiating a web-based real time interaction session between the 
transactional parties when the detected exceptions correspond to the second type and 
proactively and independently of whether the transactional parties have reported the 
disruption further comprising establi shin g a collaboration session bet we en representatives 
ef-the- customer and the seller to resolve the problem . 

20. (Cancelled) 

21. (Cancelled) 

22. (Currently Amended) A proactive call center system comprising: 

an interface to receive which receives an order for delivery of a product placed by 
a customer on-line; 

a server for executing a workflow process coupled to the interface that executes 
the order for delivering the product to the customer; 

logic coupled to the server which monitors the workflow process to detect any 
problems that disrupt which may occur relat ed to the delivery of the order; 

a communications device coupled to the logic and configured to send a 
notification to which notifies a human call center agent responsive to the logic detecting 
the problems and proactively and independently of whether the customer has reported the 
problems, the notification including contact information for the customer when- a problem 
rel ated to delivery of the pro duct to the customer occurs during the processing of the 
order ; and 

a call center coupled to the communications device for configured for use by a 
human call center agent to proactively establishing a telephonic interaction with between 
the-hu man call center agent an d the customer responsive to the notification before 
resolving the prob l em when the problem occurs to resolve the problem b ased at lea s t in 
pa rt on input o f-4 he customer . 
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23. (Currently Amended) The proactive call center system of Claim 22, 
further comprising memory storing triggering software operable to automatically 
establish a telephonic connection between the customer and the human call center agent 
res ponsive to an acknowledgement of the notification by the human call center agent 
wherein the hu ma n call center agent a utomatic ally fixes the problem and informs the 
customer of the problem and the solution befor e being contacted by ^the cu stomer . 

24. (Currently Amended) The proactive call center system of Claim 22, 
further comprising a software application displaying an icon to be selected by the human 
call center agent for sending the acknowledgement wherein the hu man call center agent 
resea r ches t h e p r ob l em, explains the problem to the customer, and proposes a s ete tion to 
the customer before being contacted by the customer . 

25. (Currently Amended) The proactive call center of Claim 22 further 
comprising a telephone endpoint including circuitry configured to send the 
acknowledgement to the call center responsive to the human call center agent activating a 
single button or other switch located at an endpoint associated with the human call center 
agent a collaboration system which establishes a collaboration session between 
representatives of the customer and the s eller to r esolve the problem . 

26. (Cancelled) 

27. (New) The apparatus of claim 1 wherein the characteristics include 
whether the detected exceptions correspond to network failures, parts shortage, offer 
rejection and software malfunctions. 

28. (New) The apparatus of claim 27 wherein the apparatus is further 
operable to determine that the detected exceptions correspond to the first type when an 
analysis indicates that the detected exceptions are caused by network failures or software 
malfunctions. 
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29. (New) The apparatus of claim 28 wherein the processors are further 
operable to determine that the detected exceptions correspond to the second type when an 
analysis indicates that the detected exceptions are caused by parts shortage. 

30. (New) The apparatus of claim 29 wherein the processors are further 
operable to determine that the detected exceptions correspond to the third type when an 
analysis indicates that the detected exceptions are caused by offer rejections. 
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